
Governor's Office Incidents Report
3/1/2010 to 3/31/2010 as of 4/1/2010

First Contact Resolution 

Governor's Office

Top Number - Total Incidents

Bottom Number - FCR Met

High Low Total

Capitol 

Desktop 

Support

_No Tier 2 None None 0

0

2

0

2

0

Total 0

0

2

0

2

0

Total 0

0

2

0

2

0

Application Error None 0

0

2

1

2

1

Total 0

0

2

1

2

1

Reporting Novell 

GroupWise

0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

3

1

3

1

Network None None 0

0

2

1

2

1

Total 0

0

2

1

2

1

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.

Cells displayed show the number of incidents resolved on first contact during the reporting period.



High Low Total

Capitol 

Desktop 

Support

Network Total 0

0

2

1

2

1

PC/Laptop Error None 0

0

1

1

1

1

Total 0

0

1

1

1

1

Hardware None 0

0

1

1

1

1

Total 0

0

1

1

1

1

None Microsoft 

Windows XP 

0

0

1

1

1

1

None 0

0

3

3

3

3

Total 0

0

4

4

4

4

Performance None 0

0

1

1

1

1

Total 0

0

1

1

1

1

Virus None 0

0

5

5

5

5

Total 0

0

5

5

5

5

Total 0

0

12

12

12

12

Print/Copy/Sca

n/Fax

Incident None 0

0

1

1

1

1

Total 0

0

1

1

1

1

None None 0

0

2

2

2

2



High Low Total

Capitol 

Desktop 

Support

Print/Copy/Sca

n/Fax

None Total 0

0

2

2

2

2

Total 0

0

3

3

3

3

Wireless 

Connectivity

Error None 0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0
0

23
18

23
18

Voice 

Operations

Telecom Dial Tone None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Feature Telephone 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 2

0

1

0

3

0

Total 2
0

1
0

3
0

Voice/Data/WA

N Services

Telecom Call/Receive None 0

0

1

0

1

0

Total 0

0

1

0

1

0

None None 0

0

1

0

1

0

Total 0

0

1

0

1

0



High Low Total

Voice/Data/WA

N Services

Telecom Total 0

0

2

0

2

0

Total 0
0

2
0

2
0

Total 2
0

26
18

28
18



High Low Total

Capitol 

Desktop 

Support

_No Tier 2 None None 0

0

2

0

2

0

Total 0

0

2

0

2

0

Total 0

0

2

0

2

0

Application Error None 0

0

2

1

2

1

Total 0

0

2

1

2

1

Reporting Novell 

GroupWise

0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

3

1

3

1

Network None None 0

0

2

0

2

0

Total 0

0

2

0

2

0

Total 0

0

2

0

2

0

PC/Laptop Error None 0

0

1

0

1

0

Missed Initial Response

Top Number - Total Incidents

Bottom Number - Missed Inital Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock minutes. 

Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period. 



High Low Total

Capitol 

Desktop 

Support

PC/Laptop Error Total 0

0

1

0

1

0

Hardware None 0

0

1

0

1

0

Total 0

0

1

0

1

0

None Microsoft 

Windows XP 

0

0

1

0

1

0

None 0

0

3

0

3

0

Total 0

0

4

0

4

0

Performance None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Virus None 0

0

5

0

5

0

Total 0

0

5

0

5

0

Total 0

0

12

0

12

0

Print/Copy/Sca

n/Fax

Incident None 0

0

1

0

1

0

Total 0

0

1

0

1

0

None None 0

0

2

0

2

0

Total 0

0

2

0

2

0

Total 0

0

3

0

3

0



High Low Total

Capitol 

Desktop 

Support

Wireless 

Connectivity

Error None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

23
1

23
1

Voice 

Operations

Telecom Dial Tone None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Feature Telephone 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 2

0

1

0

3

0

Total 2
0

1
0

3
0

Voice/Data/WA

N Services

Telecom Call/Receive None 0

0

1

0

1

0

Total 0

0

1

0

1

0

None None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

2

0

2

0

Total 0
0

2
0

2
0



High Low Total

Total 2
0

26
1

28
1



Average Time To Initial Response

Top Number - Total Incidents

Bottom Number -Average time in hours

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock hour minutes. 

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

High Low Total

Capitol 

Desktop 

Support

_No Tier 2 None None 0

0.00

2

0.00

2

0.00

Total 0

0.00

2

0.00

2

0.00

Total 0

0.00

2

0.00

2

0.00

Application Error None 0

0.00

2

4.75

2

4.75

Total 0

0.00

2

4.75

2

4.75

Reporting Novell 

GroupWise

0

0.00

1

0.18

1

0.18

Total 0

0.00

1

0.18

1

0.18

Total 0

0.00

3

3.22

3

3.22

Network None None 0

0.00

2

0.03

2

0.03

Total 0

0.00

2

0.03

2

0.03

Total 0

0.00

2

0.03

2

0.03

PC/Laptop Error None 0

0.00

1

0.04

1

0.04



High Low Total

Capitol 

Desktop 

Support

PC/Laptop Error Total 0

0.00

1

0.04

1

0.04

Hardware None 0

0.00

1

0.04

1

0.04

Total 0

0.00

1

0.04

1

0.04

None Microsoft 

Windows XP 

0

0.00

1

0.07

1

0.07

None 0

0.00

3

0.03

3

0.03

Total 0

0.00

4

0.04

4

0.04

Performance None 0

0.00

1

0.03

1

0.03

Total 0

0.00

1

0.03

1

0.03

Virus None 0

0.00

5

0.04

5

0.04

Total 0

0.00

5

0.04

5

0.04

Total 0

0.00

12

0.04

12

0.04

Print/Copy/Sca

n/Fax

Incident None 0

0.00

1

0.03

1

0.03

Total 0

0.00

1

0.03

1

0.03

None None 0

0.00

2

0.03

2

0.03

Total 0

0.00

2

0.03

2

0.03

Total 0

0.00

3

0.03

3

0.03



High Low Total

Capitol 

Desktop 

Support

Wireless 

Connectivity

Error None 0

0.00

1

0.86

1

0.86

Total 0

0.00

1

0.86

1

0.86

Total 0

0.00

1

0.86

1

0.86

Total 0
0.00

23
0.49

23
0.49

Voice 

Operations

Telecom Dial Tone None 2

0.07

0

0.00

2

0.07

Total 2

0.07

0

0.00

2

0.07

Feature Telephone 0

0.00

1

0.10

1

0.10

Total 0

0.00

1

0.10

1

0.10

Total 2

0.07

1

0.10

3

0.08

Total 2
0.07

1
0.10

3
0.08

Voice/Data/WA

N Services

Telecom Call/Receive None 0

0.00

1

0.18

1

0.18

Total 0

0.00

1

0.18

1

0.18

None None 0

0.00

1

0.23

1

0.23

Total 0

0.00

1

0.23

1

0.23

Total 0

0.00

2

0.20

2

0.20

Total 0
0.00

2
0.20

2
0.20



High Low Total

Total 2
0.07

26
0.45

28
0.42



High Low Total

Capitol 

Desktop 

Support

_No Tier 2 None None 0

0

2

0

2

0

Total 0

0

2

0

2

0

Total 0

0

2

0

2

0

Application Error None 0

0

2

1

2

1

Total 0

0

2

1

2

1

Reporting Novell 

GroupWise

0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

3

1

3

1

Network None None 0

0

2

0

2

0

Total 0

0

2

0

2

0

Total 0

0

2

0

2

0

PC/Laptop Error None 0

0

1

0

1

0

Missed Resolution

Top Number - Total Incidents

Bottom Number - Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.



High Low Total

Capitol 

Desktop 

Support

PC/Laptop Error Total 0

0

1

0

1

0

Hardware None 0

0

1

0

1

0

Total 0

0

1

0

1

0

None Microsoft 

Windows XP 

0

0

1

0

1

0

None 0

0

3

0

3

0

Total 0

0

4

0

4

0

Performance None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Virus None 0

0

5

0

5

0

Total 0

0

5

0

5

0

Total 0

0

12

0

12

0

Print/Copy/Sca

n/Fax

Incident None 0

0

1

0

1

0

Total 0

0

1

0

1

0

None None 0

0

2

0

2

0

Total 0

0

2

0

2

0

Total 0

0

3

0

3

0



High Low Total

Capitol 

Desktop 

Support

Wireless 

Connectivity

Error None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

23
1

23
1

Voice 

Operations

Telecom Dial Tone None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Feature Telephone 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 2

0

1

0

3

0

Total 2
0

1
0

3
0

Voice/Data/WA

N Services

Telecom Call/Receive None 0

0

1

0

1

0

Total 0

0

1

0

1

0

None None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

2

0

2

0

Total 0
0

2
0

2
0



High Low Total

Total 2
0

26
1

28
1



High Low Total

Capitol 

Desktop 

Support

_No Tier 2 None None 0

0.00

2

0.00

2

0.00

Total 0

0.00

2

0.00

2

0.00

Total 0

0.00

2

0.00

2

0.00

Application Error None 0

0.00

2

4.75

2

4.75

Total 0

0.00

2

4.75

2

4.75

Reporting Novell 

GroupWise

0

0.00

1

0.61

1

0.61

Total 0

0.00

1

0.61

1

0.61

Total 0

0.00

3

3.37

3

3.37

Network None None 0

0.00

2

0.03

2

0.03

Total 0

0.00

2

0.03

2

0.03

Total 0

0.00

2

0.03

2

0.03

PC/Laptop Error None 0

0.00

1

0.04

1

0.04

Average Time To Resolution

Top Number - Total Incidents

Bottom Number - Average time in hours

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.



High Low Total

Capitol 

Desktop 

Support

PC/Laptop Error Total 0

0.00

1

0.04

1

0.04

Hardware None 0

0.00

1

0.04

1

0.04

Total 0

0.00

1

0.04

1

0.04

None Microsoft 

Windows XP 

0

0.00

1

0.07

1

0.07

None 0

0.00

3

0.03

3

0.03

Total 0

0.00

4

0.04

4

0.04

Performance None 0

0.00

1

0.03

1

0.03

Total 0

0.00

1

0.03

1

0.03

Virus None 0

0.00

5

0.04

5

0.04

Total 0

0.00

5

0.04

5

0.04

Total 0

0.00

12

0.04

12

0.04

Print/Copy/Sca

n/Fax

Incident None 0

0.00

1

0.03

1

0.03

Total 0

0.00

1

0.03

1

0.03

None None 0

0.00

2

0.03

2

0.03

Total 0

0.00

2

0.03

2

0.03

Total 0

0.00

3

0.03

3

0.03



High Low Total

Capitol 

Desktop 

Support

Wireless 

Connectivity

Error None 0

0.00

1

0.86

1

0.86

Total 0

0.00

1

0.86

1

0.86

Total 0

0.00

1

0.86

1

0.86

Total 0
0.00

23
0.50

23
0.50

Voice 

Operations

Telecom Dial Tone None 2

0.36

0

0.00

2

0.36

Total 2

0.36

0

0.00

2

0.36

Feature Telephone 0

0.00

1

0.21

1

0.21

Total 0

0.00

1

0.21

1

0.21

Total 2

0.36

1

0.21

3

0.31

Total 2
0.36

1
0.21

3
0.31

Voice/Data/WA

N Services

Telecom Call/Receive None 0

0.00

1

1.97

1

1.97

Total 0

0.00

1

1.97

1

1.97

None None 0

0.00

1

0.49

1

0.49

Total 0

0.00

1

0.49

1

0.49

Total 0

0.00

2

1.23

2

1.23

Total 0
0.00

2
1.23

2
1.23



High Low Total

Total 2
0.36

26
0.55

28
0.54

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000090549

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ClosedGovernor's Office

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000094653

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ClosedGovernor's Office

Application

Application NoError  0.04TIR:TIR Missed:NoneINC000000095635

No  0.04TTR:TTR Missed:Capitol Desktop Support Low ClosedGovernor's Office

Application NoReporting  0.18TIR:TIR Missed:Novell GroupWiseINC000000097348

No  0.61TTR:TTR Missed:Capitol Desktop Support Low ClosedGovernor's Office

Application YesError  9.45TIR:TIR Missed:NoneINC000000099496

Yes  9.45TTR:TTR Missed:Capitol Desktop Support Low ResolvedGovernor's Office

Network

Network NoNone  0.03TIR:TIR Missed:NoneINC000000093756

No  0.03TTR:TTR Missed:Capitol Desktop Support Low ClosedGovernor's Office

Network NoNone  0.03TIR:TIR Missed:NoneINC000000102739

No  0.03TTR:TTR Missed:Capitol Desktop Support Low ResolvedGovernor's Office

PC/Laptop

PC/Laptop NoVirus  0.06TIR:TIR Missed:NoneINC000000087629

No  0.06TTR:TTR Missed:Capitol Desktop Support Low ClosedGovernor's Office

PC/Laptop NoVirus  0.05TIR:TIR Missed:NoneINC000000087652

No  0.05TTR:TTR Missed:Capitol Desktop Support Low ClosedGovernor's Office

PC/Laptop NoVirus  0.03TIR:TIR Missed:NoneINC000000089410

No  0.03TTR:TTR Missed:Capitol Desktop Support Low ClosedGovernor's Office

PC/Laptop NoVirus  0.03TIR:TIR Missed:NoneINC000000090349

No  0.03TTR:TTR Missed:Capitol Desktop Support Low ClosedGovernor's Office

PC/Laptop NoPerformance  0.03TIR:TIR Missed:NoneINC000000090354

No  0.03TTR:TTR Missed:Capitol Desktop Support Low ClosedGovernor's Office

PC/Laptop NoError  0.04TIR:TIR Missed:NoneINC000000094107

No  0.04TTR:TTR Missed:Capitol Desktop Support Low ClosedGovernor's Office

PC/Laptop NoNone  0.03TIR:TIR Missed:NoneINC000000095612

No  0.03TTR:TTR Missed:Capitol Desktop Support Low ClosedGovernor's Office

PC/Laptop NoVirus  0.03TIR:TIR Missed:NoneINC000000095627

No  0.03TTR:TTR Missed:Capitol Desktop Support Low ClosedGovernor's Office

PC/Laptop NoNone  0.03TIR:TIR Missed:NoneINC000000095642

No  0.03TTR:TTR Missed:Capitol Desktop Support Low ClosedGovernor's Office

PC/Laptop NoHardware  0.04TIR:TIR Missed:NoneINC000000096692

No  0.04TTR:TTR Missed:Capitol Desktop Support Low ClosedGovernor's Office

PC/Laptop NoNone  0.07TIR:TIR Missed:Microsoft Windows XP ProfessionalINC000000098222

No  0.07TTR:TTR Missed:Capitol Desktop Support Low ResolvedGovernor's Office

PC/Laptop NoNone  0.04TIR:TIR Missed:NoneINC000000102731

No  0.04TTR:TTR Missed:Capitol Desktop Support Low ResolvedGovernor's Office

Print/Copy/Scan/Fax



Print/Copy/Scan/Fax NoNone  0.03TIR:TIR Missed:NoneINC000000087648

No  0.03TTR:TTR Missed:Capitol Desktop Support Low ClosedGovernor's Office

Print/Copy/Scan/Fax NoNone  0.03TIR:TIR Missed:NoneINC000000092810

No  0.03TTR:TTR Missed:Capitol Desktop Support Low ClosedGovernor's Office

Print/Copy/Scan/Fax NoIncident  0.03TIR:TIR Missed:NoneINC000000093760

No  0.03TTR:TTR Missed:Capitol Desktop Support Low ClosedGovernor's Office

Telecom

Telecom NoNone  0.23TIR:TIR Missed:NoneINC000000092215

No  0.49TTR:TTR Missed:Voice/Data/WAN Services Low ClosedGovernor's Office

Telecom NoDial Tone  0.04TIR:TIR Missed:NoneINC000000093344

Telecom NoDial Tone  0.09TIR:TIR Missed:NoneINC000000093344

No  0.04TTR:TTR Missed:Voice Operations High ClosedGovernor's Office

No  0.69TTR:TTR Missed:Voice Operations High ClosedGovernor's Office

Telecom NoCall/Receive  0.18TIR:TIR Missed:NoneINC000000096916

No  1.97TTR:TTR Missed:Voice/Data/WAN Services Low ClosedGovernor's Office

Telecom NoFeature  0.10TIR:TIR Missed:TelephoneINC000000099858

No  0.21TTR:TTR Missed:Voice Operations Low ResolvedGovernor's Office

Wireless Connectivity

Wireless Connectivity NoError  0.86TIR:TIR Missed:NoneINC000000092361

No  0.86TTR:TTR Missed:Capitol Desktop Support Low ClosedGovernor's Office


